(12) INTERNATIONAL APPLICATION PUBLISHED UNDER THE PATENT COOPERATION TREATY (PCT) 



(19) World InteHectaal Property 
Organization 
International Bureau 




liHIiliiiUiiiiilEiiUII 



(43) International Publication Date (10) International Publication Number 

23 September 2004 (23.09^) PCT WO 2004/082250 A2 



(51) International Patent Classification^: H04M 3/42 

(21) International Application Numlier: 

PCT/EP2004/002657 

(22) International FiUng Date: 12 Marcti 2004 (12.03.2004) 

(25) Filing Language: English 

(26) Publication Language: English 

(30) Priority Data: 

GB0305809,6 14 March 2003 (14.03.2003) GB 

(71) Applicant and 

(72) Inventor: ANTILLI, Davide [GB/GB]; do TxTel Ltd,, 1 
Rectoiy Lane, Berldiampstead, Herts, HP4, 2DH (OB). 

(74) Agent: WHITE, Nicholas, J.; Rouse Patents, Windsor 
House, Cornwall Road, Harrogate HGl 2PW, North Yoik- 
shire (GB). 

(81) Designated States (unless otherwise indicated, for every 
kind of national protection available): AE, AO, AL, AM, 



AT, AU. AZ, BA, BB, BG, BR, BW, BY. BZ. CA. CH, CN. 

CO, CR, CU, CZ, DE, DK, DM, DZ, EC, EE, EG. ES, FI, 
GB, GD, GE, GH, GM, HR, HU, ID, IL, IN, IS, JP. KE, 
KG, KP, KR, KZ. LC, LK, LR, LS, LT, LU. LV. MA, MD, 
MG, MK, MN, MW, MX, MZ, NA, NI, NO, NZ, OM, PG, 
PH, PL, PT, RO, RU, SC, SD, SE, SO, SK. SL, S Y. TJ, TM, 
TN, TR, TT. TZ. UA, UG, US, UZ, VC, VN. YU, ZA, ZM. 
ZW. 

(84) Designated States (unless otherwise indicated, for every 
kind of regional protection available): ARIPO (BW, GH, 
GM, KE, LS, MW, MZ, SD, SL, SZ, TZ, UG, ZM, ZW), 
Eurasian (AM, AZ, BY, KG, KZ, MD, RU, TJ, TM), Euro- 
pean (AT, BE, BG, CH, CY, CZ, DE, DK, EE, ES, H, FR, 
GB, OR, HU, IE, IT, LU, MC. NL, PL, PT, RO, SE, SI, SK, 
TR), OAPI (BP, BJ, CF, CO, Q, CM, GA. GN. GQ, GW, 
ML, MR, NE, SN, TD, TG). 

Published: 

— without international search report and to be republished 
upon receipt of that report 

For two-letter codes and other abbreviations, refer to the "Guid- 
ance Notes on Codes and Abbreviations" appearing at the begin- 
ning of each regular issue of the PCT Gazette. 



00 



o 



(54) Title: SYSTEM AND METHOD FOR THE ESTABLISHMENT OF A CONNECTION BETWEEN A CONTACT 
REQUESTER AND A COMMUNICATIONS CENTRE 

(57) Abstract: A system (10) for establishing a connection between a contact requester (60) (i.e. a potential customer) and a com- 
munications centre (70) is disclosed. The system (10) has a message receiver (20) which accepts a message from a communications 
device, such as a mobile telephone or a PDA, and a contact number. The contact number is usually the number of the mobile tele- 
phone or the PDA. The system has fuitheimore a parser (30) for parsing the message and identifying one or more identifiers in the 
message (80; 300), including a destination identifier (320). The destination identifier indicates the number of a communications 
centre, such as a call centre (70), to which the message (80; 300) should be sent. A connector (40) in the system (10) uses the 
destination identifier (320) and the contact number to establish a connection between a requested one of the communications centres 
and the contact requester. 



WO 2004/082250 \ PCT/EP2004/002657 



System and Method for the Establishment of a Connection 
Requester and a Communications Centre 
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Technical Field 

The application concerns a system for establishing a connection betvtreen a contact 
requester and a communications centre as well as a method for establishing tibis 
connection. 



Prior Art 



Systems for establishing a connection betwem a customer and a call centre are known 
in the art. In the shnplest system, a customer dials the number of a call centre and the 
call is placed in a waiting pattern until the next available staff member, such as an 
agent or representative, is able to take the call. It is possible in this prior art system to 
have different numbers for different staff members or groups of staff members. 



More refined systems xise IVR (Interactive Voice Recognition) technology in which 
the customer is initially presented with a menu of options and is able to select the 
option desired by use of a touch-tone telephone. This allows a more efiBcient handling 
of incoming calls since the customer is connected only to the staff member who is 
most con^etent to handle the incoming call. Nonetheless, if the customer has to wait 
a long time until a call is answ^ed, the customer can become impatient and may hang 
up. As a result, a potential customer contact is lost to the company using the call 
centre. 



Accompanying the developm^ of mobile telephone technology has been the growth 
m messaging services. The initial GSM telephones provided the opportunity to send 
short text messages via a service known as the short message service (SMS). More 
recently, SMS s^ces have also been provided over the public switdied telephone 
network (PSTN). In addition, mobile telephone services have developed new 
messaging services such as I-mode and multi-media messaging services (MMS). 

CONFIRMATION COPY 
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Messaging services have been used to send messages to a communications centre» 
such as a call centre, in order to take part in games or to subscribe to information 
services. For example, customers can request news about the stock maricet or about 
their &vouiite football team to be sent to them on a regular basis. These prior art 
services require the use of multiple telephone numbers to request the service which 
means that tiie potential customer has to first know the number to which the message 
is to be sent and then sends a text messa^ to the nuniber to request the service. 

Summary of the Invention 

There is flierefore a need to eliminate the need to wait *'on-hold^' when establishing a 
contact with a communications centre. 

There is fur&ermore a need to reduce the number of numbers required to access a 
plurality of call centres. 

There is yet a further need to reduce or eliminate the routing complexity when 
establishing contact with a communications centre. 

hi order to overcome the above problems, the appUcation described herewithin relates 
to a system for establishing a connection between a contact requester and a 
communications centre. The system comprises a message receiver for accepting a 
message and a contact number, a parser for parsing or interpreting the message and 
thus identLfying one or more identifiers in the message, including a destination 
identifier, and a connector. The connector uses the destination identifier and the 
contact number to establish a connection between a requested one of a plurality of 
communications centres and the contact requester. 

This system has the advantage that the contact requester, such as a potential customer, 
can send a message to a communication centre, such as a call centre, to request 
contact to be made so that the contact requester can discuss his or her needs with a 
representative at the communication centre. These needs could include information 
about a product or service, or an order for a product or service. The contact requester 
does not need to spend tune '*on-hold" in a wait queue at the communications centre 
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and also does not need to navigate through a range of IVR menu choices. The 
operators of the communication centre ensure that calls are not lost due to frustrated 
customers putting down the telephone before being able to speak to a staff member. 
Furthennore, the systmi saves on technical resources, which would otherwise be used 
to organise and monitor incoming phone calls. 

The communications centre of the application can be anything for a small, one-person 
business to a large, multi-user call centre with a large number of agents answering the 
telephone for several customers. 

The connection between the contact requester and die communication centie is made 
in one embodiment over the public switdied telephone network. It could also be made 
by a voice call ov& a computer n^ork, such as the Intemet, or by means of the 
exchange of &-mail messages. Other methods are conceivable to the person skilled in 
the art 

The system furthermore allows the use of one single number to which all messages 
are sent. Not only does this make the system simple to use for the contact requester, 
but it also frees up numbers which would otherwise be occi^ied. 

In one embodiment of the invention, the system includes a look-iq) table having a list 
of conmiunications centres and a correlated list of destination identifiers. The 
comiector uses the look-up table to establish the requested one of the plurality of 
communications centres from the destination identifier. The destination identifier in 
the message can be one of a multitude of identifiers that the system uses to identify 
one particular cormnunication centre. These destination identifiers include, but are not 
limited to, brand names, company names, trading names, products and/or smice 
descriptions, locations, and/or requester identifiers. A subscriber to the service offered 
by the system can use as many identifiers as it wishes to direct calls to the appropriate 
communications centre. 

In a particularly advantageous embodimmt of the system, a request queuer is 
provided for queuing in a queue attempts to establish the connection between flie 
contact requester and the requested one of the plurality of communications centres. 
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This ensures that no requests for connection are lost when all of the staff menxbers at 
the communication centre are busy. 

Hie connector first establishes a conmnmications centre connection between the 
connector and the communications centres and subsequmfly establishes a contact 
requester connection between the connector and the contact requester. This has flie 
advantage that the contact requester is immediately placed in contact with the staff 
member in the communications centre and does not have to waste time whilst the 
contact with ttie communications centre is established. 

The connector can pass to the communications centre at least one of the one or more 
ida.tifiers. This enables the staff member or a computer application in the 
communications centre to identify quickly the service or infonnation desired by the 
contact requester and can call up the q>propriate infonnation fix>m a database. Ihe 
identifier passed could include the contact numLbo* which would allow tiie staff 
mmber to use a customs: relationship management system to identify the contact 
requester and help him or her more quickly and in greater detail. 

Preferably, the system further includes a first timer for timing Hxe length of time 
required to establish the communications centre connection and a second timer for re- 
timing a contact requester connection. This has flie advantage that the time for 
establishing a connection can be monitored and also ensures that litfle time is wasted 
if either the contact person or the communications centre is not readiable to establish 
file connection. In the latter case, fixr example the request queuer can re-order the 
request in the request queue and an attenq>t established later to connect the 
oonununications centre to the contact requester. In the fimner case, the system can 
cancel fiirther attempts to establish a connection between the contact requester and the 
communications centre. 

Hie system of fiie invention also monitors the number of staff members available to 
take requests by means of a list at the communications centre. The list holds the 
access details of staff members to whom requests may currenfly be sent This ensures 
that no requests are sent to staff members who are not currenfiy workings thus wasting 
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time and system resources. 

The invention furtiier includes a communications centre for use with the above 
system. This communications centre comprises a plurality of work stations for use by 
staff members and a coimection acceptor for accepting a communications centre 
connection and for passing the request to one of the plurality of woik stations. As 
mentioned above, for efficient functioning of the system, the communications centre 
can include a customer relationship management sfystem accessible by the staff 
members to allow the access of data in the customer relationship management system 
by means of the contact number. 

The obj ect of the invration is also solved by providing a method of requesting Ifae 
establishment of a connectirai between a contact requester and a communications 
centre comprising: 

- a step of smding to a central unit a message and a contact number, the message 
having one or more idratifi^ including a destination identifier, the destination 
identifier establishing the identity of one of the plurality of communications centres; 

- a step of parsing the message at tiie cratral unit to determine the destination 
identifier; 

- a step of establishing the connection between the contact requester and requested 
one of the plurality of communications centres. 

As mentioned above, this method allows a contact requester, for example a potential 
customer, to establish contact with a communications centre, such as a call centre, in 
order to obtain more information about a product or service and, if desired, to order 
this product or service. 
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Description of tlie Figures 

Fig, 1 shows an outline of flie system according to this application. 
Fig. 2 shows a flow (Hagramofthe method according to ibis application. 
Fig. 3 shows the message format used in this Implication. 

Detafled Description of the Invention 

In the embodiment of a system 10 described hecewifhin and illustrated in Fig. 1, a 
system 1 0 consists essentially of three modules: an SMS gateway 20 to receive and 
send SMS messages; an SMS interpreter 30 to interpret the SMS message and 
establish the subscriber details and a telephony systmi 40 to queue call requests and 
establish connection between customers 60 and agents 70 in a call centre SO. 

This CTibodunent of the invention is desoibed using tibe SMS feature currently 
available on all GSM compatible mobile telephone systems, it will be understood that 
the principles of the invention are equally applicable to other messaging services. 
Connection is described as being made through a public switched telephone network 
and the GSM mobile network. Again it will be understood that the connection could 
be made by oth^ means, such as a dedicated landline, through the internet or xising 
mobile networks designed witii other standards. 

Fig. 2 shows a flow diagram of die method described in this applicatioa 

The customer 60 who wishes to reach the agent 70 in the call centre 50 first of all 
initiates a call request in step 210. The customer 60 does this by entering a text 
message into his mobile telephone (or PDA or other suitable device) indicating die 
service desued. The service could be, for example, an airline conq>any as die 
customer wishes to book an airline flight The customer 60 would then enter the name 
of die airline company. The text message is then sent to a number. This number is not 
exclusive to the airline company, but is a central telephone number through which a 
number of call centres SO can be reached as will be explained below. Similarly a 
customer might wish to order a pizza, in whidi case the name of the pizza delivery 
service would be sent to die central telephone munber. 

6 



wo 2004/082250 



PCT/EP2004/002657 



The agents 70 in flie call centre 59 are provided with work stations comprising a 
computer with modem which can also incoiporate a CTI system. 

In this example, the text message is sent in an SMS format. However, other text 
formats could be used. Indeed otiiier formats, such as audio formats, video formats or 
image formats might be sent Li one embodiment, the display of the mobile telqphone 
(or other suitable device) could be a graphical user intec&ce and by selecting one of 
the icons on the graphical user inter&ce, a message q>propriate to the service desired 
could be sent to the system 10. 

The message is then sent in step 220 via the messagmg service - in this case as an 
SMS message 80- to the SMS gateway 20 in the systmi 10. The SMS gateway 20 in 
the system 10 is reached by using a single number. One example of the format of the 
text message is shown in Fig. 3. The message 300 of Fig. 3 comprises a header 310 
and a body 320. In the header 310, a field 330 indicates the contact number and in the 
body 320 a first field 340 contains the destination identifier and a second field 350 
contains fiuiher identifiers. Among the identifiers a language identifier oould be 
included to indicate the preferred language which the customer 60 prefers to use. This 
format is used within the SMS message protocol, but other formats could be used. 

In step 230 the message is interpreted by the SMS interpreter 30 to retrieve the 
identifier of the ultimate destination. In the simple example dted above, the message 
would be interpreted as merely indicating the name of the airline company or tiie 
pizza delivery service that the customer 60 wished to contact This would be found in 
tiie first field 340 of the message 300. 

Using a database 35, the SMS interpreter 30 establishes in step 230, tiie number of the 
call centre 50 which handles airline bookings and in step 240 attempts to establish a 
telephony connection 75 using the telephony system 40 with an agent 70 in the call 
centre 50. If a connection is successfiilly established, the telephony system 40 calls 
the customer 60 in step 250 to establish a telephony connection 65 on the customer's 
mobile and a telephone (voice) connection is thereby established between the call 
centre 50 and the customer 60. 
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If the SMS interpreter 30 is unable to interpret the message 80» 300 or find an entry in 
the database 3S» an error message 36 is retumed in step 235 to the customer 60 
requesting clarificatidn. 

In the event that no telephony connection 75 is established in step 240 with the agent 
70 in the call centre 50, the telephony syst^ 40 queues the request in step 260 in a 
queue 45 and when an agent becomes firee makes a connection. Both the SMS 
gateway 30 and the telephony system 40 further include a first timer 46 and, if after a 
period of time has elapsed (typically 6 minutes) or a number of attempts made, no 
connection has been established, the telephony system 40 cancels tiie request in the 
queue 45. The SMS gateway 30 sends a message 36 in step 270 to the customer 60 
that it has been unable to establish a connection. Hiis mig^ fiir example occur if all 
agmts 70 are busy for more tiian the period of time. 

in step 25 5, the telephony system 40 is unable to readx the customer 60, then the 
telephony system connects the agent 70 with anotiier customer 60 in step 280, and 
places the initial customer's request fat connection at the bottom of tiie queue 45. A 
second timer 47 records the time tiiat has elapsed since the unsuccessful attempt to 
reach the customer was made. A further attempt at connecting tiie agent 7 0 to the 
customer 60 is then made when the request reaches the top of the queue as long as the 
second timer 47 records a suitable time interval between the unsuccessful attempt and 
the new attempt This time interval could be 30s to 60s. If, after the time period 
recorded in the first timer 46 has elapsed and/or a specified nimiber of unsuccessful 
attempts to make telephony comection with tibte customer 60 has been exceeded and 
no connection is made, a message 36 is sent in step 290 fixmi the SMS gateway 20 to 
the customer 60 informing him or her that no telephony connection has been possible. 
This might occur, for example if the customer 60 moves out of range of a transmitting 
station or takes another call. 

The database 35 includes tiie names of the services provided by tiie call centres 50. 
This could be the name of the company name, trading name or brand names. Call 
centres subscribing to the service would be firee to choose tiie entries in the database 
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35 whidi fhey wished to xise. It is possible, for example, tliat multiple entries in the 
database 35 are related to the same call centre 50. 

The SMS interpreter 30 can also interpret additional entries in the message. If, for 
example, the customer 60 wanted to fly to Milan, the customer could give the name of 
the airline company and the destination. The destination - in this case ^^Milan" - 
would also be passed to the call centre 50 so that the agent 70 could call up flights to 
Milan. Indeed, it is possible that technology in the call centre 50 would automatically 
indicate to the agent 70 all fliglbts to Milan. These additional identifiers are stored in 
Ifae second field 350 of the message 300. The language identifier motioned above can 
also be passed to Hxe telephony system 40 which would select which of the agents 70 
can respond in that language. 

More generally, the SMS interpreter 30 can mterpret a message in a natural language 
and pass a request fiir connection through the telephony system 40 to the call centre 
50. 

The telephony system 40 can also provide to flie call centre 50 flie customer line 
ida&tification (CLI) mmib^. This allows the use of a customer relationship 
management system database 72 in the call centre 50 to bring up details of the 
customer 60 if that customer's details are stored in the database 72. 

In order to identify to which agent 70, a connection should be made, the telq)hony 
system 40 is mformed which agents 70 are able to accept calls by means of an 
indicator 74 which may be passed to the telephony system 40. Thus the telephony 
systfisn 40 knows which agents 70 are available to take calls and does not waste 
resources trying to make cormection when no agents 70 are available. This is 
implemented in a computer tdq)hony integration (CTQ system incorporated into iho 
workstations used by the agents 70. In another embodiment, the agents 70 could dial a 
number and log into Hxe system 10 by, for example, using IVR technology. 

The invention is desoibed witibi respect to telephonic communication between the 
customer and the communications catre. The cormection could also be established by 
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means of a data and/or voice connection fbrough a computer network, such as the 
Internet 

In yet a further embodiment of the invention, the message 300 could include the 
number on the public switched telephone network or on a mobile network with whom 
the customer wished to make contact The telephony system 40 would, using the first 
field in the message 300, establish the connection between the number and the 
customer. 

In yet a fiirther embodiment of the system, the customer 60 could use a mobile device, 
PDA, laptop computer, fixed line equipment or PCT or similar vMch is equipped with 
a gnqphical user inter&ce (OUI). In this case, icons on the GUI are asso dated with 
services offered to the customer 60 and with reference numbers for the services. TMs 
information can be stored as entries, for exanq>le, in a flash memory componeaat and 
can be periodically iipdated by means of an SMS, OPRS (General Packet Radio 
Services) or UMTS (Univosal Mobile Telq>hone Services) data transfer. 

biitially the entries are eith^ dormant or enabled. When the customer 60 wishes to 
subscribe to one of the services, the customer 60 enables the service, for example by 
receipt of a data packet or by entry into the GUI, and the reference number for the 
service is added. Selecting or calling the icon on the GUI will result m tiie message 80 
being sent to the system 10. The message 80 will include die destination identifier 330 
and the reference number in the identifier field 340. The current PSTN number will be 
selected &om the database 35 and a connection set up through the telephony system 
40 to the service using the method described above. 

The provider of the service can configure the database 35 and select the refer^ce 
numb^ as required for its own internal purpose. So, for example, when the customs 
opms a new account with a bank, the PSTN for the bank's call centre 70 is added to 
the database 35 and a suitable reference number sent to the customer 60. Should the 
customer flien require mortgage services fix)m the bank, a fiirfhor identifier could be 
added to (he reference number and a new entry made into fiie database 35 to indicate 
that any customer sending this fiirdier identifier should be connected, in this example 
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Claims 

1 . System for establishing a connection between a contact requester and a 
communications centre comprising: 

- a message receiver for accepting a message and a contact mmib^ 

- a parser for parsing the message and identifying one or more identifiers in the 
message, including a destination identifier; 

- a connector wludi uses the destination identifier and the contact number to establish 
a connection between a requested one of a plurality of communications centres and the 
contact requester. 

2. The system according to claim 1» fiirdier comprising: 

a look-iQ) table having a list of communications centres and a correlated list of 
destination identifiers, 

whereby the connector uses the look-up table to establish tiie requested one of the 
plurality of communications centres fiom the destination identifier. 

3. The system according to one of claims 1 or 2, further comprising: 

a request queuer fi)r queuing in a queue attempts to establish the connection between 
the contact requester and the requested ones of the plurality of communications 
centres. 

4. The system according to one or more of the above claims, 

wherein the connector first establishes a communications centre connection between 
the connector and the requested one of the plurality of communications centres and 
subsequentiy establishes a contact requester connection between the connector and the 
contact requester, tiiereby establishing the connection between the requested one of 
the plurality of communications centres and the contact requester. 

5. The s^tem according to any one of the above claims, wherdn the connector 
establishes a telephone coxmection between the contact requester and a stafTmember 
at the requested one of the plurality of communications centres. 
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6. The system according to any one of the above claims, wherein the coimector passes to 
the requested one of the plurality of communications centres at least one of the one or 
more identifiers. 

7. The system according to any one of the above claims, wherein the connector passes to 
tibie requested one of the plurality of communications centres at least the contact 
number. 

8. The system according to any one of the above daims, wherein the message is in either 
a t^ format, an audio format, a video format or an image format 

9. The system according to any of the above claims, fur&er including at least one timer 
for timing the length of time required to establish the oonmiunications centre 
cannectioiL 

10. The system according to any one ofdaims 3 to 10, wherdn the request queues 
the request at &e bottom of the queue if the contact requests coimection cannot be 
established. 

11. The system according to any one of flie above claims further including a list of staff 
members at the plurality of communications centres to whom requests may currently 
be sent 

12. A conmiumcations centre for use in the system of claims 1 to 1 1, the communications 
centre comprising: 

- a plurality of work stations for use by staff mraibers; 

- a connection acceptor for accqitmg a communications centre connection and for 
passing the request to one of llie plurality of work stations. 

13. The communications centre of claim 12, forther comprimig a customer relationshq) 
manager accessible by the staff members, 

14. Hie communications centre of daim 13, wherein tiie connection aocepUx further 
receives the contact numbo: of the contact requester and accesses data in the customs: 
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relationship manager by means of the contact number. 

15. The communications cmtre of one of claims 12 to 14, further including an on-line 
indicator to indicate which ones of the plurality of work stations are in use. 

16. The communications centre of one of claims 12 to 14, further including an IVR 
system to enable the staff member to indicate that the wotk station is in use. 

17. A metiiod of requesting the establidment of a connection between a contact requester 
and a commiinications centre comprising: 

- a step of sending to a central unit a message and a contact number, the message 
having one or more identifiers, including a destination identifier, the destination 
identifier establishing tiie identity of one of tiie plurality of communications centres; 

- a step of parsing the message at the central unit to determine the destination 
identifier; 

- a step of estabUshing the connection between the contact requester and requested one 
of the plurality of communications centres. 

18. The method according to claim 17, furdier including the step of passing the contact 
numbers to the requested one of the plurality of communications omtres. 

19. The method according to one of claims 17 or 18, further including the step of passing 
further ones of the one or more identifiers to the requested one of the plurality of 
communications centres. 

20. The method according to any one of claims 17 to 1 9, further comprising the step of 
rescheduling the time for establishing a connection in the event that the coimection is 
not established within a first time fi:ame. 

21. Ihemetiiod according to any one of claims 16 to 19, further comprising the step of 
cancelling a request for connection if the connection is not established within a second 
time fi^ame. 
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22. Commumcations Device for sending a message to fbe system of one of claims 1 to 1 1 
comprising: 

- a display device for displaying a graphical user interfece; 

- a first memory for storing a plurality of icons for display on said graphical user 
inter&ce; and 

- a second memory for storing a plurality of destination numbers associated with one 
or more the plurality of icons. 

23. The commumcations device of claim 22 further comprismg 

- a third memory for storing a plurality of reference numbers associated with one or 
more of fhe plurality of destination numbers. 

24. The communications device of one of claims 22 or 23 fiir&er comprising a update 
receiver for receiving at least one of the plurality of icons, the plurality of destination 
numbers and/or the plurality of reference numbers. 

25. The comnmnications device of one of claims 22 to 24 further comprising selection 
means for selecting one of the plurality of icons and thereby sending to the system a 
message. 

26. The commxmications device of one of claims 22 to 25, wherein the second memory 
stores at least one single destination number for establishing contact with the plurality 
of communications centres. 

27. The communications device of one of claims 22 to 25, wherein the second memory 
stores at least a stored subscriber number allowing establishment contact with a 
subscriber through the system. 
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Fig. 3 
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